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Abstract 
 
With the improving technologies and increased communication skills, the expectations of the citizens from their municipalities 
and 
satisf
compare the importance-performance levels of the Municipality with SERVQUAL method. Face to face surveys which were 
applied to the citizens evaluated for to determine the general attitudes towards the Municipality and its exterior appearance. 
According to analyses results, the satisfaction level of Municipality services vary statistically in terms of district lived in and in 
some cases(importance-performance) gender, education, marital status and income level. There is no significant difference 
between age and service factors. In broad view, general attitude toward The Municipality is negative. Citizens stated that the 
services do not meet their expectations. We recommend that the Municipality should consider the results and make some changes 
to improve their service quality. 
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1. Introduction 
The services offered by the Municipality might be defined as intangible and totality of systems, activities and 
benefits which assists to resolve the nonphysical problems. There are great deals of definitions concerning the 
services. The cause of basic diverseness between these definitions can be regarded as marketing of concrete goods 
increased from the municipalities by reason of developing technologies and improvement of communications. 
Citizens expect similar services from their own municipalities compared to 
to their citizens that they obtained via communication instruments. For that reason, those expectations increase day 
by day. At this point, municipalities have to work harder in order to meet the expectations of their beneficiaries. By 
way of a participatory approachment, the all municipalities work for satisfying their beneficiaries via both quality 
tests and satisfaction surveys.   
 Beneficiaries of the services are also important for the service suppliers. Besides rendering the services, 
how efficient they are and whether they are responded to positively be also significant issue. It is not possible to 
make a performance assessment without considering the expectations and perceptions of beneficiaries. Therefore, 
the satisfaction surveys should be done at regular intervals and the service area should be determined with regard to 
this.  One of the most significant indicators of citizen satisfaction level is the quality of provided service. The 
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service performance of the municipalities is 
attribution of importance to the services must be well examined and then the services quality and quantity must be 
arranged in this context. The aim of this research is to measure the importance level  citizens regarding 
the services given by the municipality and performance of municipality or quality of perceived services. 
2. Literature Review 
The  demands and expectations may change due to a great deal of reason. Scarce resources of 
municipalities and also high expectations compel them to become more productive and efficient. The previous 
experiences of society, level of education, personal characteristics, advertisements and public relations regarding the 
services, connection with the environment and obtained information are immensely impressive on the satisfaction 
levels of the beneficiaries. Dissatisfaction of the citizens from the services given by municipality arises from three 
major reasons.  Those may be ranked as first, the preferences are not being reflected by the public policies, second 
the productivity slowdown and the third relations between local governors and third persons on the basis of self-
majority of municipalities conduct surveys which measure the 
satisfaction level and opinions of society with the purpose of enhancing their services. According to the survey 
citizens to be less than their expectatio 2010). In the context of service performance 
analysis of Giresun Municipality, citizens were dissatisfied regarding the services given to disabled people and 
elders. It was asserted that citizens are considerably sensitive to the disabled people and elders while Giresun 
Municipality is not so, -355). It was found in a quality measurement 
s high level of expectation on resolving the 
-  the 
researches in literature are taken into consideration. For that reason, it is an entailment that the municipalities should 
provide high quality services permanently and influentially. To take the expectations into consideration of citizens 
regarding the possible municipal activities or services would also increase the satisfaction level of them.  
3. Methodology 
3.1. Aim and Analysis Methodology of the Research  
citizen
municipality and evaluate quality of perceived service or/and the performance of municipality. The other aim is to 
ascertain the differences regarding the perceived services in accordance with the demographical characteristic of 
citizens. The general attitude of municipality for the citizens is also examined within this scope.  
A face to face survey method is used in this research. The surveys obtained from the literature review were used 
analysed whether the questions in the survey contain the municipal services or not. Also additional criteria were put 
into the survey by the direction of municipality. The survey is composed of three stages. The first stage is the part of 
measuring the importance attributed to the services and ascertaining the performance of municipality. Second stage 
is the part of expressions regarding the municipality with respect to the five point Likert Scale. The third and last 
stage is the part of questions with regard to the demographical characteristics of participants. The first stage of the 
survey was analysed by using SERVQUAL method. Also a multiple variance test was applied to the survey 
(MANOVA). The opinions on the general attitude and physical structure of municipality were propounded with a 
frequency table in the second stage of survey.  
3.2. Selection of Sample 
  The population of the research was taken as 108.000 recorded citizens living in the city centre 
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estimation via proportions. According to the proportions method, the quantity of survey to be done was found as 245 
with five percent of error margin and ninety five percent confidence intervals. 350 prepared surveys were delivered 
to the participants with 300 of them being received back, however 8 of them could not be taken into consideration 
due to filling error, therefore 292 surveys were evaluated in this research. This number of surveys ensures the 
sufficiency criteria of the sample. The number of the questionnaires is determined by calculating the population 
percentages of neighbourhoods while survey conducted. Thus, the sample of the survey is made confidential by 
participation all of the neighbourhoods to the survey in accordance with their population percentages. The survey 
conducted to individuals that they could vote for municipality elections, who are 18 year old and older. 
3.2.1. Demographical Characteristics of the Sample 
men. For the age distribution; % 49 is between 18-30 ages, %35 is between 31-45 ages, and % 16 is above 46. %52 
is married and %48 is bachelor. % 7 of the sample has primary school education level, %25 has high school, %50 
has university and %18 have Postgraduate education level. %31 of the sample has income below 500 TL, %32 has 
income between 501 and 1500 TL, %26 has income between 1501-2500 TL and %11 has income 2501 and above. 
And lastly, for the occupation distribution, %25 is freelancer, %8 is labourer, %32 is public servant, %9 is retired or 
housewives and %26 is students. 
 
3.2.2. Reliability Analysis 
  The reliability of the survey was found 95,2% by the usage of Alfa Croncbach Reliability analysis. It 
 
 
4. Findings 
4.1. Satisfaction Measurement and SERVQUAL Method  
The SERVQUAL is the most commonly used method on the measurement of service quality. The most 
commonly usage of the SERVQUAL method in measuring of the consumer/citizens satisfaction can be seen in the 
literature. It can be seen that each field of the services given by municipality are seen as deficient when the 
importance-performance degrees are taken into consideration. The most remarkable deficiency can be regarded 
within the transportation field. Even though the minimum deficiency is on the social services but necessity to 
improve them can be assessed. Performance deficiencies are identified according to the importance levels. It can be 
possible that low deficiencies caused by the low importance on that service, rather than high satisfaction of the 
service. 
Table 1: Performance Deficiency with SERVQUAL Analysis 
  Importance Performance Performance Deficiency 
 4,2137 2,9322 -1,2815 
Potable water services 4,2295 2,8425 -1,3870 
Sewer system services 4,2226 3,0411 -1,1815 
Cleaning Services 4,3082 3,1849 -1,1233 
Forestation 4,1815 2,6952 -1,4863 
Pest control 4,1267 2,8973 -1,2295 
SOCIAL SERVICES 3,9247 2,9822 -0,9425 
Women Activity Centre 3,7158 3,0342 -0,6815 
Women Handicraft Bazaar 3,6781 3,0479 -0,6301 
Youth and Sport Activities 4,0068 2,7945 -1,2123 
Vocational Courses 4,1096 2,9555 -1,1541 
Social Aid 4,1130 3,0788 -1,0342 
RECONSTRUCTION AND URBAN DEVELOPMENT 4,1090 2,8784 -1,2306 
City Planning 4,1918 2,7740 -1,4178 
Nationalization 3,8630 2,7911 -1,0719 
Road Building and maintenance 4,1712 2,9041 -1,2671 
Urban Transformation (Renewal of the old urban fabric) 4,1575 2,8185 -1,3390 
Green fields and parks 4,1918 2,8425 -1,3493 
558   Deniz Akgul /  Procedia - Social and Behavioral Sciences  62 ( 2012 )  555 – 560 
Cemeteries 4,0788 3,1404 -0,9384 
TRANSPORTATION SERVICES 4,0884 2,5740 -1,5144 
Intercity transportation services (Bus Terminal) 4,1473 2,3390 -1,8082 
Inner-city transportation services 4,1267 2,4418 -1,6849 
Car parking 4,0411 2,3390 -1,7021 
Traffic management and control  4,0856 2,8425 -1,2432 
Signalization 4,0411 2,9075 -1,1336 
COMMERCIAL SERVICES 4,0114 2,9521 -1,0594 
Fruit and Vegetable market 4,0582 2,9795 -1,0788 
Neighbourhood bazaar 4,0514 3,0308 -1,0205 
Industrial estate 3,9247 2,8459 -1,0788 
TOURISM AND ADVERTISING SERVICES 4,0993 2,6381 -1,4612 
r 4,0993 2,6884 -1,4110 
Restoration services 4,0240 2,6404 -1,3836 
Food, Accommodation and Shopping facilities 4,1747 2,5856 -1,5890 
DISASTER MANAGEMENT AND SECURITY SERVICES 4,1176 3,0107 -1,1069 
Constabulary auditing 3,9589 2,6575 -1,3014 
Fire fighting 4,1849 2,9863 -1,1986 
MOBESE(inner-city camera screening) 4,2089 3,3883 -0,8206 
4.2. Frequency Distribution regarding the opinions of the citizens about municipality 
 
manner can be seen as negative concerning the physical situation and general attitude of 
municipality. In detailed point of view, there is a positive position among citizens regarding the adequate informing 
of the beneficiaries by the municipality, easily accessing to the municipal officials about the complaints, mun  
environment-friendly attitude and presentable appearance of the officials. Nevertheless, there is a negative position 
among citizens concerning the leading role of the municipality, inefficiency of the public health surveillance, the 
situation of the service buildings, knowledge level of the officials, equity on delivering service, infrastructure for 
disabled people and also the appearance of the buildings.  
4.3. Significance Analysis of factors According to the Demographic Characteristics 
Table 2: The significance analysis  
  Neighbourhood Age Gender 
Marital 
Status 
Monthly 
Income  
Education 
Status Job 
Services on Environment and Health importance  performance      
Social Services importance  performance   
Reconstruction and Urban 
Development 
importance   
performance   
Transportation Services importance  performance  
Commercial Services importance  performance  
Tourism and Advertising Services importance   performance   
Disaster Management and Security 
Services 
importance   
performance   
 There are meaningful relations between perception 
 
5. Conclusion and Suggestions  
This research was made for measuring the satisfaction level of the citizens residing within the municipal 
assessing the performance of municipality in this context.  
The significance-performance information part of the research, one of the stages of survey, was analysed with 
SERVQUAL method and perf
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the citizens are higher than the performance of municipality within all fields. It is considered that the municipality 
should have to work much more in order to increase the perceiving of the citizens regarding municipality. When the 
all sub-factors are taken into consideration, it is seen that the most successful service is women handicrafts bazaar 
whilst the inter-city transportation services are the worst. However, it is assessed that the low level of performance 
may cause low level of 
performance deficit in this field. When the relationship between demographic variables and aforementioned factors 
are taken into consideration, it is found that there is a significant  
assessment of performance-service. The other outcome of surveys is that the age factor has no significance in this 
context. Gender and marital status are significant only in perceiving of performance on the environment and health 
services. The level of education, reconstruction and urban planning and tourism and advertising services are seen as 
significant in perceiving of performance.  
MANOVA test was applied in order to find whether a significant relation between importance and performance 
or not. The significancy level was found   ,000 in all factors as result of the test. When the descriptive statistic table 
is taken into consideration, there is high level of difference between importance and performance within 95% 
confidence interval. It means that this confirms the results which are given by SERVQUAL analysis.    
In the second stage of the survey, the  opinions are asked with regard to the general attitude and 
physical situation of the municipality. Generally, the citizens are negative towards the general attitude and physical 
situation of the municipality. In detailed point of view, there is a positive position among citizens regarding easily 
accessing to the municipal officials about the complaints; the adequate informing of the beneficiaries by the 
-friendly attitude and presentable appearance of the officials. But also there is 
a negative attitude among beneficiaries towards the leading role of the municipality, inefficiency of the public health 
surveillance, the situation of the service buildings, knowledge level of the officials, equity on delivering service, 
infrastructure for disabled people and also the appearance of the buildings. It can be seen that the municipality is 
inefficient in giving information to the citizens.  
reason the municipality should prepare necessary works in order to increase the satisfaction level of the citizens.  
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